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It’s Days After Your Assessment, What Next?
Think, Plan and Do

By: Carolyn Merriman, CHG President and Laurie Slater, CHG Consultant

Sometimes, it's hard to know where to begin after conducting an assessment. You have
called out your strengths and weaknesses and have a list of things to tackle in front of
you. What you do next could “make or break” your program. Let’s agree that we want to
“make” the program, so take a moment to think, plan and do.

Think

Begin by spending time on the answers that mean the most to the success of your
program.

* What area can you impact the most, in the shortest amount of time based on the
assessment?

Consider, is it operational in nature?

Consider, is it customer service readiness and delivering on the promise?
Consider, is it territory and customer coding and planning?

Consider, is it staff management?

Consider, is it compensation models?

Consider, is it training of the team for outcomes?

Consider, is it how you measure and report your outcomes?

Consider, is it return on investment and internal value?

Are your efforts aligned with the goals and strategies first presented by
Leadership?

* What areas are strategic priorities?

* Which best practices should we mirror as a part of our progress?

Plan

Planning is critical to your success. If you can’t visualize where you want to be, it's
difficult to make it happen. Planning is well worth the effort because it forces you and
your staff to think critically and form strategies. Start building your implementation
plan by answering these key questions:

Do any of your program goals need to be re-written for this plan?
Do have the key players primed for participation in this plan?
How will my team play a role in executing this plan?

Do | know my expected timeline?

Do | know my expected budgetary limits?

Am | prepared to begin with an internal communication plan?



* What outside factors may affect the rollout?

Do

To prove your success, you'll need to have an implementation plan (see below) that
identifies focus, assignment, and measurement indicators. In most cases, the challenge
lies not in a shortage of ideas but in getting the job done. Start with goals that can be
quickly attained to establish a few key successes. Then build on these to incorporate
more difficult and longer-term strategies.

Communicate Your Value

While thinking, planning, and doing are important to your day-to-day job, you won’t have
a job if you don’t consistently communicate with Leadership. Don’t overlook
Leadership’s opinion of your program — it's crucial to your viability. Discuss your
challenges and successes with them. Proactively engage them in your analysis and
understanding of your target customer and your short- and long-term goals.

Conclusion

While we’re all operating on the endless treadmill of things-to-do, we can gain
tremendous leverage and success by taking the time to periodically pause, analyze,
think and do. Sometimes that breath of fresh air gives us the perspective to reenergize,
re-focus and re-commit to goals that make our programs strong and sustainable.

Sample Implementation Action Plan:
Use this table to start your own plan.
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. Optimization of resources in field
(FTE’s, cross selling opportunity,
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Review budget Dir PR 1Q
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